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ABSTRACT 
 
In today’s business world, self-management is a constantly growing 
concept. Organisations have to respond quickly both to their customers 
and the changes in information technology in order to stay competitive. 
Self-managed teams represent a new organisational approach to the way 
work is performed and organised and they are a key element when it 
comes to answering the changing demands that face today’s 
management. Self-managed teams are increasing in importance and are 
directly affecting companies’ effectiveness and success.  
The aim of the thesis is to study a self-managed team in Company X and 
gain an understanding of the performance and success of the team and 
whether there are any areas that require improvement. The final goal is to 
create recommendations for the case company on how to improve the 
performance of the self-managed team and what factors are important to 
take into account when forming self-managed teams in the future.  
The author of the thesis proceeds deductively and uses both qualitative 
and quantitative research method approaches. The primary data is 
collected by conducting an online survey among the members of the self-
managed team in Company X and by interviewing the Human Resources 
Manager of the team. Secondary data is collected from various reliable 
sources of literature, including books and internet sources.  
Based on the findings, the factors that affect the success of self-managed 
teams are in place in the self-managed team in the case company and the 
change process was considered successful. While the members of the 
self-managed team and their HR Manager are rather satisfied with the 
self-managed team, there are still areas that require improvement.  
Key words: self-managed team, self-management, change management, 
individual change management, organisational change management 
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TIIVISTELMÄ 
 
Itseohjautuvat tiimit ovat kasvavassa osassa nykypäivän 
yritysmaailmassa. Pysyäkseen kilpailukykyisinä yritysten on pystyttävä 
vastaamaan tehokkaasti ja nopeasti asiakkaille sekä muutoksiin 
informaatioteknologiassa. Itseohjautuvat tiimit esittävät uuden 
organisaatiollisen lähestymistavan työn tekemiseen ja järjestämiseen. 
Työnjohto kohtaa jatkuvasti muuttuvia haasteita ja itseohjautuvat tiimit ovat 
keskeisessä osassa näihin haasteisiin vastattaessa. Itseohjautuvien 
tiimien tärkeys on lisääntymässä ja kyseisillä tiimeillä on suora vaikutus 
yritysten tehokkuuteen ja onnistumiseen.  
Opinnäytetyön tavoitteena on tutkia Yritys X:n itseohjautuvaa tiimiä ja 
muodostaa ymmärrys sen tehokkuudesta ja onnistumisesta sekä siitä, 
onko tiimillä olemassa alueita, jotka edellyttävät kehitystä. Lopullisena 
tavoitteena on antaa suosituksia Yritys X:lle siitä, miten itseohjautuvan 
tiimin tehokkuutta voidaan kehittää, ja mitä tekijöitä on jatkossa tärkeä 
ottaa huomioon itseohjautuvaa tiimiä rakennettaessa.  
Opinnäytetyö perustuu deduktiiviseen päättelyyn ja opinnäytetyössä 
hyödynnetään sekä kvalitatiivisia että kvantitatiivisia tutkimusmetodeja. 
Ensisijainen data kerätään internet-kyselyn avulla, joka lähetetään Yritys 
X:n itseohjautuvalle tiimille sekä haastattelemalla tiimin 
henkilöstöpäällikköä. Toissijaiset tiedot kerätään luotettavista kirjallisuuden 
lähteistä mukaan lukien kirjoista ja internet-lähteistä.  
Tulosten perusteella itseohjautuvien tiimien menestymiseen vaikuttavat 
tekijät ovat Yritys X:n itseohjautuvassa tiimissä kohdallaan ja 
muutosprosessia pidettiin onnistuneena. Vaikka itseohjautuvan tiimin 
jäsenet ja tiimin henkilöstöpäällikkö ovat melko tyytyväisiä itseohjautuvan 
tiimin suhteen, on vielä alueita, jotka vaativat kehittämistä.  
Asiasanat: itseohjautuva tiimi, itseohjautuvuus, muutosjohtaminen, yksilön 
muutosjohtaminen, organisaation muutosjohtaminen 
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 1 INTRODUCTION 
The aim of this chapter is to introduce the reader to the background of the 
thesis and explain the data collection and research methods used to 
complete the research. The thesis objectives and research questions are 
presented as well as the possible limitations. The main theories used in 
the thesis are described in the theoretical framework and the structure of 
the thesis is explained to the reader at the end of the chapter. 
1.1 Research Background 
In today’s workplace success often derives from employee empowerment 
and teamwork (Mugunthan 2017). Different forms of teams have been 
used as ways to increase organisational effectiveness. However, lately, 
self-managed teams have been implemented more and more as a way to 
get closer to the end customer as well as increasing employee 
participation. (Appelbaum 1999.) Various companies such as Coca-Cola, 
General Electric, Federal Express, Motorola, Procter & Gamble and Xerox 
serve as examples of companies implementing self-managed teams in the 
organisation (Piczak & Hauser 1996). This means that self-management is 
a constantly growing concept in today’s business world and on a global 
basis.  
There have been numerous studies about the effectiveness of self-
management in different organisations. However, the forming of self-
managed teams itself is a topic that has not been researched as much and 
the studies have been mainly on a general level. This is a topic that brings 
us to the fact that every organisation is different from each other whether it 
is the age of the organisation or the culture of that organisation. This also 
means that when forming self-managed teams in organisations there is not 
a single pattern that can be applied to every organisation since the same 
things do not necessarily apply.   
The employer of the thesis is Company X, which is a multinational 
company providing different products and services to both consumers and 
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businesses. Company X was formed in the 1800s and today it is one of 
the leading companies in its field of business in Finland and in other 
countries as well.  
The thesis will focus on a self-managed team in Company X and how to 
create successful self-managed teams into the organisation and its unique 
organisational culture. The self-managed team studied in the thesis is part 
of Company X’s customer service. This is an important topic to study, as it 
will help the case company to gain a deeper understanding of self-
managed teams, their benefits and disadvantages and the different roles 
and responsibilities of self-managed teams. More importantly, it will help 
the organisation to form successful self-managed teams in the future. The 
author chose this topic since it is very interesting and to learn more about 
self-managed teams and their role in today’s business world.  
1.2 Thesis Objectives, Research Questions and Limitations  
The aim of the thesis is to help the case company to gain a deeper insight 
into self-managed teams, their possibilities, challenges and factors 
affecting the effectiveness and success of self-managed teams. The final 
goal of the research is to create development recommendations on how to 
improve the success and effectiveness of self-managed teams in 
Company X. The main purpose of the thesis is to offer Company X 
suggestions on how to create successful self-managed teams in the 
future. The aim of the thesis is not to provide solutions to areas that would 
require improvement.  
When planning a research determining a research question is an essential 
task. Providing a clear understanding of the research topic and the 
questions that the researcher is trying to find an answer to are the main 
purposes of the research question. Finding an answer to the research 
problem is the ultimate goal of the research question. (Myers 2013, 20-21.) 
A good research question is clear, relevant and purposeful and it should 
be easily answered (van Thiel 2014). The main research question of the 
thesis is: 
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• How to create successful self-managed teams in Company X? 
Main research questions are usually broken down into sub-questions since 
it can be difficult to answer the main research question at once. This can 
make it easier for the researcher to answer the whole area of the main 
research question. (van Thiel 2014.) The sub-questions in the thesis are 
as follows: 
• What are the factors that affect the success of self-managed 
teams? 
• What should be taken into account in the change process to ensure 
a successful transition to self-managed teams? 
When conducting a research there are always limitations and issues that 
need to be taken into account. From the perspective of this research, the 
limitation is that the thesis is concerning only the case company. For that 
specific reason, the thesis may not be applicable to other organisations 
since it does not provide answers for organisations operating in other 
fields of business. In addition, Company X has its own organisational 
culture and organisational structure and due to this, the research may not 
suit other organisations.  
In the theoretical part of the thesis, theory on change management is 
limited to Prosci’s change management methodology since it is widely 
used in the business world. There are many theories on change 
management and Prosci’s change management theory may not suit all 
organisations. However, this research provides Company X with valid 
information on self-managed teams and helps the organisation to 
implement self-managed teams more effectively in the future.  
1.3 Theoretical Framework  
The aim of the thesis is to help Company X to increase the implementation 
of self-managed teams in the organisation. In the theoretical part of the 
thesis, the reader is familiarised with self-managed teams and their 
different roles and responsibilities. 
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It is important to understand how self-managed teams can be formed in an 
organisation and what are the factors affecting the team's effectiveness 
and success. For this reason, the stages of team development and 
success factors of self-managed teams are introduced to the reader. In 
addition, the different advantages and disadvantages of self-managed 
teams are explained to the reader. Implementing self-management more 
in an organisation is also related to change management and due to this 
change management is presented to the reader from both individual and 
organisational perspective.  
1.4 Research Methodology and Data Collection 
When conducting a research there are several different ways. However, 
the first step is to decide which research approach to use: deductive 
reasoning or inductive reasoning. In deductive reasoning, the research 
starts “top-down” which means that the researcher starts with general 
knowledge and this is followed by more detailed information on the actual 
topic. In inductive reasoning, on the other hand, the research starts the 
other way around so that the researcher first focuses on the topic and 
develops the research into a more general theory at the end. (Myers 2013, 
23.)  
After the idea of the research is clear, the next step is to start thinking how 
to collect the needed data and which research methodology to use. 
(Quinlan 2011, 108-110.) Research methodologies are split broadly into 
two different methods: qualitative and quantitative research method. 
Choosing a research method depends on the research itself. 
(SkillsYouNeed 2017.)  
Qualitative research is mainly research that is exploratory. The aim behind 
qualitative research is to gain an understanding of underlying motivations, 
reasons and opinions. Qualitative research helps to develop ideas and 
hypotheses that can be used in quantitative research. Moreover, it can 
provide insights into the problem by uncovering trends in thought and 
opinions. The data collection methods used in qualitative research vary 
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from unstructured to semi-structured techniques. Group discussions, 
interviews, participation and observation are common examples of the 
methods used in qualitative research. (Wyse 2011.) 
In quantitative research method, numerical data is used in order to 
quantify the problem. This method can be used in quantifying opinions, 
behaviours, attitudes and other defined variables. In order to formulate 
facts and uncover patterns in research quantitative research uses 
measurable data. Data collection methods used in quantitative research 
include online surveys, paper surveys, mobile surveys, kiosk surveys, 
telephone interviews, face-to-face interviews, online polls, website 
interceptors, systematic observations and longitudinal studies. (Wyse 
2011.) 
In research, there are different methods that can be used to collect data. 
All of these different methods fall into two categories: primary and 
secondary data. Primary data means data that is collected by the 
researcher for the first time and it can be collected through various 
methods such as interviews, surveys and case studies. Secondary data, 
on the other hand, is data that has already been produced or collected by 
others. Secondary data can be collected from various sources such as 
websites, articles, books and reports. (Surbhi 2016.)  
 
DeductiveResearch	approach
•Quantitative
•Qualitative
Research	
methods
•Primary
•Secondary
Data	
collection
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FIGURE 1. Research Methods and Data Collection of the Thesis 
Figure 1 demonstrates the research methods and data collection that will 
be used in the thesis. The thesis will be based on deductive reasoning and 
both qualitative and quantitative research methods will be used to gain a 
deeper understanding of the topic from different perspectives. The 
qualitative research will be done by conducting an interview with the HR 
manager of the self-managed team in the case company and the 
quantitative research by conducting an online survey among the members 
of the team. Data will be gathered from both primary and secondary 
sources since data will be collected from variable sources of literature and 
the author will conduct a survey and an interview.  
1.5 Thesis Structure 
The thesis consists of two main parts: theoretical and empirical part. 
Firstly, in the theoretical part of the thesis, the concept of self-managed 
teams is explained to the reader as well as the success factors of self-
managed teams. Next, the different advantages and disadvantages of self-
managed teams are described. The role of human resources from the 
perspective of self-managed teams is also briefly described. This is 
followed by theory on team development and the different roles and 
responsibilities of self-managed teams.  
The second main topic in the theoretical part of the thesis is change 
management. This part includes theory on both individual change 
management and organisational management using both the ADKAR 
model and Prosci 3-Phase Process. The author decided to use the 
ADKAR model and Prosci 3-Phase Process since they are both well-
known and widely used in the business world.  
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FIGURE 2. Thesis structure 
The fifth chapter introduces the reader to the empirical part of the thesis. 
The results from both the survey and the interview will be gathered and 
analysed.  
Next, in the sixth chapter of the thesis, the different development 
recommendations in terms of the performance and effectiveness of the 
self-managed team in Company X will be presented to the reader. These 
recommendations are based on the data received from both the survey 
and the interview and the data gathered from the theoretical part of the 
thesis.  
In the seventh chapter of the thesis, the author answers the research 
questions set for the thesis. In addition, the validity and reliability of the 
thesis will be discussed and the author will give suggestions for further 
research. The thesis will be summarised in the eight chapter in which all 
the topics covered in the thesis will be summarised in a simple manner.  
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2 THE CONCEPT OF SELF-MANAGED TEAMS 
Teams have become a more popular method of organising companies’ 
workforce and there are different types of such groupings. The thesis will 
specifically focus on self-managed teams from Company X’s point of view.  
Self-managed teams and their implementation are continuing to gain 
momentum as organisations are constantly looking for new ways to 
engage the workforce in order to increase productivity (Relational 
Strategies 2017). Self-management is a way for companies to redistribute 
responsibility, authority and power so that the employees closest to the 
end customers or the end product/service have decision-making capability 
(Williams 1995).  
A self-managed team is a team in which the members take 
collective responsibility for ensuring that the team operates 
effectively and meets its targets. Typically, members of self-
managed teams are employees within an organisation who 
work together, within a broad framework of aims and 
objectives, to reach a common goal. (OpenLearn 2017.) 
This means that the members of the team share the operational and 
managerial responsibilities and are accountable for the team’s output 
(Study.com 2017). According to Felts (1995, 21-22), self-managed teams 
control a specific process right from the start to the finish line, are 
permanent in nature and indicate a downward push of companies’ 
management’s power to the employee ranks. Self-managed teams are 
formal permanent organisational structures (that) operate with 
fewer layers of management than traditional organisational 
structures. They require team members to learn multiple jobs 
or tasks, and to take on many tasks that were once reserved 
for supervisors or managers including hiring, firing, conducting 
appraisals, and schedule settings. (Felts 1995, 21-22.) 
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This means that self-managed teams consist primarily of two dynamic 
components: the process of self-management and collaborative teamwork 
(Appelbaum 1999). 
So, not only does the team take on the work itself but also the 
management of that work. This type of organisational approach allows 
managers to coach, teach, facilitate and develop rather than just simply 
control and direct the team (Williams 1995). 
Typically, a self-managed team consists of between two to 25 members. 
The optimal size of the team, however, is said to be between five and nine 
members. To develop a meaningful and beneficial purpose to the 
company the team members use their company’s mission statement.  
These purposes may include career training, problem-solving, increasing 
sales and productivity, and product improvement. In a self-managed team, 
the members must decide how they want to work together. Moreover, they 
must agree on the deadlines and rules for accomplishing the team’s 
purpose since a manager or a boss does not lead the team. (Mugunthan 
2017.) However, self-managed teams are not suitable for every business 
situation and for this reason, it is very important to understand when such 
organisational approach will benefit the company (Study.com 2017).  
2.1 Success Factors for Self-Managed Teams 
Self-managed teams require certain characteristics in order to succeed. 
The different factors affecting the success and effectiveness of self-
managed teams are listed and explained in more detail below.  
Joint Responsibility 
In a successful self-managed team, responsibility is assigned to all 
members of the group. The joint responsibility affects the team members 
in a way that each member feels fully invested in the success of the 
project creating a new sense of ownership for each team member. As the 
team members are more fully invested, they work harder in order to see 
the project succeed. Additionally, the more invested the members are the 
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more they will research potential ideas and analyse different actions. This 
kind of investment results in increasing the success of the project. 
(McIntosh 2017.) 
Interdependence 
Among team members, a sense of interdependence increases the 
success of self-managed teams. As the team members rely on each other 
for information, they will trust their colleagues to deliver. This allows each 
team member to focus on his/her own responsibilities and to trust the other 
members of the team to deliver on their responsibilities since the members 
do not need to worry about others doing their part. In a team, in which its 
members are unable to trust and depend on each other, the success of 
the whole team is rocky. Interdependence is very important in terms of 
becoming a successful self-managed team. (McIntosh 2017.) 
Empowerment 
Self-managed teams need to feel empowered in order to move ahead with 
their project plan without the need to seek additional permission. It is vital 
for a company to provide the team with the authority and the ability to 
proceed with its plan to see the project succeed. (McIntosh 2017.) 
In an empowered team, rules are not imposed upon the team from above. 
However, it is far more effective when the company establishes strict rules 
with the team regarding how decisions are communicated and made, and 
who within the team is responsible for implementing them. (Marzec 2017.)  
Common Goal 
All team members need to work towards a common goal. The project 
faces failure when each member of the team works towards a different 
goal. However, the team’s potential for success increases when the group 
defines a common goal at the beginning of the project. Each team member 
takes action in line with the common goal to move the project forward. The 
team’s responsibility as a whole is to track the progress towards the 
ultimate goal. (McIntosh 2017.) 
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Training 
Training team members is a critical factor when it comes to successful 
self-managed teams. It is important that the company provides the team 
members with intensive, long-term training in administrative, technical and 
interpersonal skills, which are necessary for a team-based environment. 
(Parker & Kropp 1994, 17.) Comprehensive training is critical since not 
only must the team members develop skills in decision-making and 
problem solving and learn how to work effectively, they also must learn the 
basic management skills in order to manage the team’s own processes 
(Williams 1995). 
Time and Resources 
It is critical that the leadership of the company is willing to take the time 
and be patient and provide the self-managed teams with enough 
resources in the form of equipment, training, materials, technology, etc., in 
order to ensure a successful transition to self-managed teams (Parker & 
Kropp 1994, 17). 
Willingness to Take Risks 
The management’s willingness to take risks in the company is vital since 
the change to self-managed teams can be costly and difficult. Employees, 
on the other hand, are willing support the change by giving up their 
traditional individual jobs to become a member of a self-managed team in 
which there will be more responsibilities and in that sense, it can be more 
demanding. (Parker & Kropp 1994, 17.) 
2.2 Effectiveness of Self-Managed Teams 
As a response to the challenges of the past two decades, the use of self-
managed teams has increased. Self-managed teams have been 
implemented by managers to improve productivity, quality and the quality 
of work life. (Cohen & Ledford 1994.) 
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TABLE 1. A Partial Review of Self-Managing Team Effectiveness (Cohen, 
1993, 10–12) 
Quasi-
Experiments  Performance  Attitudes  Withdrawal  
Wall, Kemp, 
Jackson & 
Clegg (1986)  
Productivity (n) 
Cost Savings (+)  
Satisfaction (+) 
Commitment (+) 
Mental Health (n) 
Internal Motivation 
(n)  
Labor Turnover 
(+)  
Corderey, 
Mueller & Smith 
(1991)  
 
Satisfaction (+) 
Commitment (+) 
Trust (n)  
Absenteeism 
(+) Labor 
Turnover (+)  
Cohen & 
Ledford  
Manager rating 
(+) Self report (+) 
Supervisor (n)  
Satisfaction (+) 
Commitment (n)  
Absenteeism 
(n)  
Meta-Analyses  
Guzzo, Jette & 
Katzell (1985)  Productivity (+)   Absenteeism (-)  
Bekun (1989)  Productivity (+)   
Absenteeism (-) 
Labor Turnover 
(-)  
Macy, Bliese & 
Norton (1991)  Financial (+)  Attitudes (n)  Withdrawal (n)  
Key: (+) = Positive Relationship, (-) = Negative Relationship, and (n) = No 
Relationship.  
 
The table above (Table 1) shows the impacts of self-management on the 
different dimensions of effectiveness. The table is divided into two different 
types of research and three different categories; Performance, Attitudes 
and Retreat. The results in the dimensions of effectiveness vary 
depending on the type of research. While the results of the studies show 
divergence, most of them show that the members of self-managed teams 
experience satisfaction, commitment, and increase in productivity. (Cohen, 
1993, 10.)  
13 
According to Table 1, many different studies point out that the impact of 
self-managed teams, in terms of the different dimensions of effectiveness, 
is positive. Self-management has different effects on performance, 
behaviour, and attitudes. Primarily, the effects are positive but some of 
them are also neutral or negative. Most of the positive effects concern 
commitment, performance and satisfaction. (Cohen, 1993, 10.)  
There are many advantages to having self-managed teams. It is likely for a 
successful self-managed team to boost a company’s productivity and 
efficiency. The team may achieve greater results that would not have been 
seen under a command-and-control approach. (Study.com 2017.) 
Self-managed teams have the following results: 
•  Improved quality, productivity and service. 
•  Greater flexibility. 
•  Reduced operating costs. 
•  Faster response to technological change. 
•  Fewer, simpler job classifications. 
•  Better response to workers' values. 
•  Increased employee commitment to the organisation. 
•  Ability to attract and retain the best people. (Williams 1995.) 
In addition, team roles within self-managed teams are more fluid when 
compared to the hierarchical teams. This may increase the team 
member’s discretion over their work and lead to greater performance and 
motivation. Team leaders, on the other hand, can act more strategically 
since they are freed from some of the managerial duties required of team 
leaders in hierarchical forms of teams. (OpenLearn 2017.) 
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There are also disadvantages related to self-managed teams. Below is a 
list of disadvantages that can occur in self-managed teams: 
Longer Decision-Making Process 
It can take time to make a decision, as several members of the team are 
required to discuss the pros and cons and provide input before a decision 
can be made. This brings out the importance of equipping the team with 
decision-making tools to better the process.  
More Meetings 
Since teams consist of a group of people it requires that the members of 
the team get together to discuss team business. Training is also an 
important matter so that the meetings will be as productive and effective 
as possible.  
A Dip in Productivity Before It Takes Off in a Positive Direction 
It needs to be said that the results in productivity might not show a positive 
direction in the beginning but it is important for the organisation to be 
patient. The gain will typically take a little bit of time to show.  
Chaos 
It needs to be ensured that the company is ready to provide the 
infrastructure and support the teams in order for them to accomplish their 
work. In case the company does not provide the team with sufficient 
training and support there will be a major mess. (Mugunthan 2017.) 
2.3 Role of Human Resources 
Human Resources (HR) managers can help self-managed teams when it 
comes to providing technical assistance in rewriting procedures and 
policies that fit the teams’ practices in areas such as peer-based 
performance evaluations, disciplining employees and hiring. In addition, 
HR managers can help the company to indicate new behavioural 
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expectations. These behavioural expectations for employees and teams 
may include for example transparency, ongoing listening and learning, 
shared accountability, coaching colleagues, competitive benchmarking, 
continuous improvement and participatory management. (Mugunthan 
2017.) 
In order for the team to work successfully, it is important to build synergy 
and this can be done by solving problems and grouping employees 
together. However, HR cannot assume control of the process. It is vital to 
cooperate with the teams, allow the ideas to come from the teams 
themselves, facilitate the effort and point out the boundaries. (Mugunthan 
2017.) 
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3 FORMING AND ROLES OF SELF-MANAGED TEAMS 
In this chapter, the stages of team development are presented to the 
reader. In addition, the implementation of self-managed teams in 
organisations is explained, as it is important for the organisations to 
understand the process surrounding how to create self-managed teams. 
3.1 Stages of Team Development 
Creating a successful self-managed team in an organisation takes time.  
According to Zawacki and Norman (1994, 33-38), self-managed teams 
evolve through five different stages. These stages are:  
§ Stage 1: The team has a hierarchical structure in which the leader 
provides the individuals with one-to-one supervision; 
§ Stage 2: At this stage, the leader of the team evolves into a group 
manager. The group manager’s role is to make the transition into a 
team coach or coordinator; 
§ Stage 3: The group manager transitions into a team coordinator. 
This ables the team coordinator to provide the self-managed team 
members with a structure to receive all the necessary training to be 
able to take on more responsibility and leadership tasks; 
§ Stage 4: The self-managed team takes on most of the 
responsibilities and duties that were previously reserved for the 
group manager. At this stage, the group manager becomes a 
boundary interface; 
§ Stage 5: The group manager or the team coordinator is a resource 
for the self-managed team.  
A typical organisation can have self-managed teams in each of these five 
stages at various times. The teams can return to previous stages since 
team membership will change over time. (Zawacki & Norman 1994, 33-
38.) 
The organisation’s rationale in encouraging its teams to move from Stage 
1 to Stage 5 is, first and foremost, the desire to promote better customer 
17 
satisfaction. As the team moves forward through the five stages, the 
members of the team typically receive customer feedback and 
requirements directly, rather than filtered via a supervisor. This allows the 
team members to use the first-hand information to respond appropriately 
to the customers and this way the team members can continually develop 
their own skills and increase learning. Additionally, the time the team 
members spend on on-the-spot customer-related decisions is shortened. 
(Silverman & Propst 1996.) 
The second reason for organisations encouraging teams to move towards 
self-managed teams is the desire to increase employee satisfaction. As 
team members take on additional responsibilities and roles, the human 
potential has the opportunity to be exercised and cultivated to the fullest 
extent. (Silverman & Propst 1996.) 
Finally, when organisations move towards self-managed teams they can 
become more proactive. Self-managed teams allow organisations to 
release individuals from their first-line supervisor roles. At the same time, 
the individuals are freed to engage in work that encourages growth in 
organisations. (Silverman & Propst 1996.) 
An inappropriate reason for initiating self-managed teams in an 
organisation is removing a layer of management in order to contain costs. 
It is also important for organisations to keep in mind that self-management 
is not suitable for all work groups in all organisations. (Silverman & Propst 
1996.) 
Tasks which are unstable and require the application of a wide 
range of highly specialized skills or knowledge are not usually 
conducive to group self- regulation. … Self-regulation cannot 
occur effectively since each group member has little influence 
over the others and little knowledge of the others’ specialities. 
(Pasmore 1988, 33.) 
This means that teams, task forces or committees that are temporary and 
come together only for a short period of time to address a certain problem, 
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challenge or issue are not suitable for self-management (Silverman & 
Propst 1996). 
3.2 Roles and Responsibilities in Self-Managed Teams 
In self-managed teams, the team members have different roles and 
responsibilities when compared to the hierarchical forms of work teams. 
The suggestion is that the responsibilities the team takes on are directly 
linked to the amount of empowerment the team has. Additionally, skills 
and task progression of the team’s members play a big part in this (Holpp 
1993, 64-70).  
Silverman and Propst (1996), on the other hand, suggest that self-
managed teams have seven different and broad areas of responsibilities 
or roles (Figure 3) in spite of the stage of self-management they have 
reached. The aim of these roles is to provide a common context that the 
work teams in an organisation can operate within on a daily basis. 
However, the different responsibilities which are housed in each role can 
and will change. These seven roles are related to the previously described 
five stages of self-management. (Silverman & Propst 1996.) 
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FIGURE 3. Self-Managed Team Roles (Silverman & Propst 1996)  
Together, the seven responsibilities support both the three different 
streams of work that can take place in an organisation and in the 
organisation’s culture (Silverman & Propst 1996). In this context, culture 
can be defined as: 
A pattern of shared basic assumptions that the group learned 
as it solved its problems of external adaptation and internal 
integration, that has worked well enough to be considered 
valid and, therefore, to be taught to new members as the 
correct way to perceive, think, and feel in relation to those 
problems (Schein 1992, 12). 
When it comes organisational culture, there are two different roles for self-
managed teams that support an organisation’s culture: ”manage team’s 
processes” and ”uphold organisational and personal values and principles” 
(Silverman & Propst 1996). 
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The three streams of work are influenced by an organisation’s culture and 
vice versa. These three streams of work are the following: vision-directed, 
linkage-directed, and mission-directed work. (Silverman 1995.) Mission, in 
this context, refers to ”a broadly defined but enduring statement of 
purpose that distinguishes a business from other firms of its type and 
identifies the scope of its operation in product and market terms” (Pearce 
1982).  
The aim of mission-directed work is on the work that needs to be done 
today and also activities that are related to service products and services, 
current customers, and markets. Mission-directed work for self-managed 
teams includes three roles: ”organise the team’s work environment”, 
”accomplish the team’s work”, and ”manage the team’s work processes”. 
(Silverman & Propst 1996.) 
Vision-directed work, on the other hand, comes from the organisation’s 
vision (Silverman & Propst 1996). Vision in this context is defined as 
follows: “a vision articulates a view of a realistic, credible, attractive future 
for the organisation, a condition that is better in some important ways than 
what now exists” (Bennis & Nanus 1985). Vision-directed work includes 
activities related to strategic management, which marks breakthroughs for 
the organisation and focuses on products, services, customers and 
markets that no longer exist. Vision-directed work includes one role for 
self-managed teams: ”participate in organisation-wide strategies”. 
(Silverman & Propst 1996.) 
 
The third stream of work, linkage-directed work, is required since both 
mission-directed and vision-directed streams of work occur in parallel and 
they both utilise the same resource pool that is money, time, people and 
so on. The focus in linkage-directed work is to tie together organisation-
wide activities and processes included in both mission-directed and vision-
directed streams of work. Additionally, it is important for the organisation to 
understand how it functions as a total system and this is what linkage-
directed work helps the organisation to do. Linkage-directed work creates 
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one self-managed team role, which is ”participate in organisation-wide 
systems”. (Silverman & Propst 1996.) 
3.3 Seven Roles of Self-Managed Teams 
Following are the seven self-managed team roles (Figure 3) explained in 
more detail. Each role includes different responsibilities and these 
responsibilities typically occur in team development Stages 3, 4 or 5 
(Silverman & Propst 1996).  
Uphold Organisational and Personal Values and Principles 
This role is related to the organisation’s culture since it is impacted by it 
and vice versa. Examples of responsibilities that lie behind this role are:  
§ Exhibiting behaviors that are consistent with organisational 
and personal values and principles;  
§ Making decisions grounded in organisational and personal 
values and principles;  
§ Communicating organisational values and principles to 
customers and suppliers;  
§ Communicating personal values and principles to team 
members; and  
§ Addressing conflicts between personal and organisational 
values and principles with team members. (Silverman & Propst 
1996.) 
Accomplish the Team’s Work 
This is a role that falls under mission-directed work. It is very important 
that each member of the team has an understanding of the team’s work 
activities and processes in order to carry out this role effectively. Examples 
of responsibilities within this role include:  
§ Identifying what work the team needs to do;  
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§ Prioritizing the work so it can be accomplished within agreed-
upon timelines;  
§ Deciding who does the work;  
§ Scheduling the work;  
§ Obtaining the necessary resources to do the work;  
§ Doing the work within agreed-upon timelines while meeting 
identified customers’ requirements;  
§ Collecting data about the work;  
§ Interpreting data about the work; and  
§ Taking appropriate action based on that data. (Silverman & 
Propst 1996.) 
Organise the Team’s Work Environment 
Organise the team’s work environment is a role that also falls under 
mission-directed work. This role is based on a Japanese ”5 S” 
methodology and it promotes a systematic approach when it comes to 
effectively organising the team’s work environment. Examples of 
responsibilities that are included in this role are:  
§ Sorting the necessary from the unnecessary within the work 
environment;  
§ Simplifying access to ensure there is a place for everything 
and everything is in its proper place;  
§ Sweeping both visually and physically to ensure safety, order, 
cleanliness, and routine maintenance has occurred;  
§ Standardizing the organisation of the work area within and 
across groups to make it easier to visually sweep and recognize 
where everything is; and  
§ Self discipline in the ongoing study and reorganisation of the 
work environment, as well as following through on all 5 S 
agreements. (Silverman & Propst 1996.) 
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Manage the Team’s Work Processes 
This is a third role that is included in mission-directed work. Examples of 
responsibilities included in this role are:  
§ Identifying the work processes that are the responsibility of the 
team;  
§ Creating a standard method for carrying out each work 
process, based on customers’ requirements, that includes a 
plan for monitoring process performance over time;  
§ Continually improving how the work is done;  
§ Addressing problems that arise;  
§ Identifying opportunities for innovation;  
§ Sharing work process information with others throughout the 
organisation; and  
§ Training team members on the team’s work processes and 
related topics. (Silverman & Propst 1996.) 
Participate in Organisation-Wide Systems 
”Participate in organisation-wide strategies” is the only role that is related 
to linkage-directed work. Examples of responsibilities in this role are:  
§ Following the standardized organisation-wide work process 
(for example: purchasing of materials, changing employee 
benefit or tax information, and so on);  
§ Participating on teams to study organisation-wide processes; 
§ Collecting data on organisation-wide work processes; 
§ Providing data on organisation-wide work process 
effectiveness to appropriate parties;  
§ Following organisational policies (note: these policies should 
be linked to the team’s work processes);  
§ Recommending policy changes;  
§ Participating in organisation-wide training; and  
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§ Assisting in organisational assessments, and quality systems 
and certification audits. (Silverman & Propst 1996.) 
Participate in Organisation-Wide Strategies 
This is a role that requires the organisation to have breakthrough 
strategies and a vision for the future in order for the team to perform this 
role. Examples of responsibilities that fall under this role include:  
§ Collecting information on the external environment;  
§ Providing data on process capability as a part of an internal 
capability assessment;  
§ Participating in the generation of breakthrough strategies for 
the organisation;  
§ Generating annual business plan activities based on the 
organisation's breakthrough strategies;  
§ Executing annual business plan activities; and  
§ Participating in ongoing reviews of annual business plan 
activities. (Silverman & Propst 1996.) 
Manage Team Processes 
”Manage team processes” is a role that is also related to the organisational 
culture since it can have on impact on the organisation's culture and the 
other way around. The responsibilities that are included in this role are 
listed below and are also depicted in Figure 4. Examples of responsibilities 
in this role include:  
§ Incorporating team theory into the team’s work on an ongoing 
basis;  
§ Identifying the team’s reason for existence (that is, its purpose 
within the organisation);  
§ Defining the membership of the team;  
§ Defining roles and responsibilities relative to working together 
as a team and meeting management (note: roles and 
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responsibilities within work processes are established in the 
role, “manage the team's work processes”);  
§ Establishing the team’s ground rules and decision making 
approach;  
§ Working within the team’s purpose, roles and responsibilities, 
ground rules, and decision making approach;  
§ Involving all team members in the team’s work;  
§ Creating an environment that promotes trust; and  
§ Evaluating the effectiveness of the team on an ongoing basis 
and making necessary adaptations. (Silverman & Propst 1996.) 
 
 
FIGURE 4. How to build a team (Silverman & Propst 1996)  
As stated earlier, the seven roles for self-managed teams typically emerge 
during stages 3, 4 or 5 in team development. However, it is important to 
take into consideration that there can be some responsibilities that are not 
suitable for every situation. For example, if there are multiple teams in an 
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organisation that perform similar work and it is necessary that the work is 
standardised between all groups then it is unsuitable that every team 
independently performs their responsibilities as described in “manage the 
team’s work processes”. In such case, the organisation may need to 
create cross-functional teams for each work area and prioritise work 
processes in order to standardise the work. In addition, if an organisation 
does not have a long-term plan or a vision for the future the teams will be 
unable to carry out the responsibilities in the role “participate in 
organisation-wide strategies”. (Silverman & Propst 1996.) 
Finally, understanding the details of the contractual agreement between 
employees and the organisation is very important. These agreements may 
impact the teams’ ability to carry out different responsibilities included in 
the seven roles for self-managed teams. (Silverman & Propst 1996.) 
 
 
 
 
 
 
 
 
 
 
 
27 
4 CHANGE MANAGEMENT 
This chapter introduces change management to the reader, as it is a 
crucial part of the thesis. Creating self-managed teams in an organisation 
and making the organisation more and more self-managed is about 
change within the organisation and from that perspective change 
management is essential. In this chapter, both individual change and 
organisational change will be presented. 
4.1 Individual Change Management 
In today’s business environment, organisational changes are continuously 
introduced as responses to both internal and external stimuli. In 
organisational change, individual employees are impacted whether the 
type of change is related to technologies, processes or the structure of the 
organisation. (Prosci 2017a.) Since there are different sub-groups in an 
organisation with different values and beliefs, special consideration may 
be required for the change effort. In addition, since every individual is 
different this means that there will be individuals at different stages of 
readiness to change and due to this each individual requires a different 
effort when it comes to motivating individual change. (Wirth 2004.) 
However, change management can encourage individuals at adopting, 
embracing and utilising a required change and this has a huge effect on 
the success of the change (Prosci 2017a). 
”Individual change management is an understanding of how one 
person makes a change successfully” (Prosci 2017a). The Prosci ADKAR 
model (Figure 5) is a change management model that is goal-oriented and 
can be utilised as a guide to organisational and individual change (Prosci 
2017b). This model is used widely in today’s business world and it can be 
used to understand any gaps that are needed to strengthen the change 
process. The ADKAR model was created by the founder of Prosci, Jeff 
Hiat, and it represents the five different steps that are necessary for 
individuals to complete thoroughly in order for successful change to take 
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place. These five different steps are the following: awareness, desire, 
knowledge, ability and reinforcement. (EBA 2017.) 
 
 
FIGURE 5. ADKAR Model (Prosci 2017a) 
It is important for organisations to understand that change happens on an 
individual level. This means that all the individuals within an organisation 
or a group must change in order for an organisation or a group to change. 
So, understanding how to have an effect on individual change is the basis 
for affecting change in organisations, communities and businesses. With 
the help of ADKAR model organisations can outline the goals or steps to 
guide individuals in reaching successful change. (Prosci 2017b.) The five 
goals in successful individual change are described in the following 
subchapters.  
4.1.1 Awareness 
Understanding the reasoning behind a change is the starting point for any 
initiative. (Lad 2017). This thirst for understanding represents awareness, 
which is the first step of the ADKAR model. Awareness in the ADKAR 
model is defined as ”awareness of the need for change”. It is important to 
distinguish this definition from ”awareness that a change is happening”. 
(Prosci 2017c.) 
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In the ADKAR model, building awareness as defined means that the 
nature of the change is shared with the employees and why the need is 
necessary is explained as well. In other words, this means that 
organisations clearly explain the opportunities and business drivers that 
have led to the need for change. In addition, explaining why the change is 
needed now and the risks of not changing is part of this. A sign of 
succeeding in building awareness is when an employee in the 
organisation understands the nature of the change and why it is needed. 
Following are a list of factors that build awareness: 
• Communications from others 
• Access to information 
• An event 
• An observable condition 
• Readily-available business information 
• Catastrophic disaster 
• Gradually weakening financial performance (Prosci 2017c.) 
Examples that can help in building awareness among employees include 
manager’s conversations, general employee communication and sponsor 
messages (Prosci 2017c). 
However, it is also important to take into account the possible obstacles 
when it comes to building awareness. Understanding the activities that 
drive awareness and also the resisting factors or forces that are related to 
it and are preventing the awareness message from taking hold of the 
audience is vital as a change manager. Even the best communication 
plans will be insufficient in some cases but effective change management 
plans take into account these resisting factors and how to deal with them. 
Potential resisting factors include: 
• Comfort with the status quo 
• Credibility of the source or sender of the message 
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• Denial that the reasons for change are real 
• Debate over the reasons for change 
• Rumors or misinformation (Prosci 2017c.) 
4.1.2 Desire 
Desire is the next step in successful change once an individual has an 
understanding of the nature of the change and why it is needed. In this 
step, the goal is making a personal decision to support the change and 
participate in it. Making a transition from awareness to desire may be 
difficult. Focusing solely on the reasons for change can be very 
discouraging and annoying for employees. This is why it is important to 
translate those reasons into personal and organisational motivating 
factors. The use of key business leaders as sponsors and managers as 
coaches to employees will be required during the change process. 
Motivators for participating in change include the likelihood to gain or feel 
achievement and the desire to belong and be part of something. In 
addition, the fear of consequence or penalty and that the alternative option 
may be worse are also motivating factors for change. (Prosci 2017d.)   
It is said by many practitioners that desire is the most difficult goal in the 
ADKAR model to achieve since it is a personal decision that cannot be 
directly controlled. Even though there are certain ways to influence a 
personal decision it still comes down to individuals making the decision 
themselves in the end. Desire in the ADKAR model is not successfully 
achieved until the individual is willing to participate in the change. Below 
are tactics that can be used in building desire:  
• Active and visible primary sponsor 
• Strong sponsorship coalition 
• Personal engagement by coaches 
• Proactive management of resistance 
• Strong employee involvement in creating the needed solution 
31 
• Incentive programs aligned with the change (Prosci 2017d.)   
Resisting factors may arise when trying to build desire among employees. 
These factors may include, for example, fear of the change or the 
unknown, individuals’ values and self-interests are not aligned with the 
change, and the personal gain of the change is not clear. (Prosci 2017d.)   
In order to maintain the achieved levels of awareness and desire it is 
necessary for the organisation to continue communication and 
reinforcement. These first two goals in the ADKAR model can flow and 
ebb and they can go away quickly if not reinforced. (Prosci 2017d.) 
4.1.3 Knowledge 
In the ADKAR model knowledge is the third milestone. When it comes to 
developing knowledge, training is not the only way. There are two types of 
knowledge from a change management point of view. The first type of 
knowledge is related to how to change and what to do during the change 
process. The second type of knowledge is related to how to perform 
effectively in the future state after the change. In this type, knowledge on 
the behaviours and skills is needed since it can help in supporting the 
change. From the change management perspective, it is important to 
consider both of these aspects of knowledge even though the two types of 
knowledge may be integrated and addressed in a single change 
management plan. However, it is important to understand that knowledge 
is only effective when the first two steps of the ADKAR model are 
achieved. (Prosci 2017e.) 
In order for individuals to build knowledge, they must have the necessary 
experience, training, education and mentoring. Additionally, it is crucial to 
have access to information to build knowledge. Tactics that can be used in 
building knowledge include: 
• Formal training programs 
• Job aides 
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• One-on-one coaching 
• User groups and forums 
• Troubleshooting guidance (Prosci 2017e.) 
However, there may be potential resisting factors and challenges in 
building knowledge and these include for example insufficient time, the 
inadequacy of available resources for training and the lack of access to 
necessary information. Moreover, the individuals’ capacity to learn may be 
a potential challenge as well as that there can be a gap between 
employees’ current knowledge levels and the desired knowledge levels. 
(Prosci 2017e.) 
Simply sending employees to training when a change is being introduced 
in the organisation rarely leads to successful change. This can often have 
lasting and negative impacts on the employees that must change in their 
day-to-day working life. To be effective and successful in the change the 
training must occur in the context of all the five steps in individual change. 
(Prosci 2017e.) 
4.1.4 Ability 
Ability is the fourth milestone in the ADKAR model. In an individual’s 
change process, ability is the stage where the actual change occurs. 
Ability, in the ADKAR model, is defined when the required changes are 
demonstrated by an individual so that the overall expected performance 
results are reached. (Prosci 2017f.) 
There is a very big difference between knowledge and ability. While an 
individual can gain knowledge about new skills and learn about the 
process, the needed tools and the proper technique, it can take a much 
longer time to translate this knowledge into ability when it comes to 
performance. In addition to providing training to employees, it is necessary 
to give employees sufficient tools so that they can build their own ability. 
These tools include support from coaches, hands-on practice and the 
33 
possibility to work and network with others who have succeeded in the 
change. There are different factors involved in helping individuals to build 
ability successfully. These factors are time, coaching, practice, access to 
right tools and feedback. When it comes to fostering ability, there are 
following tactics: 
• Direct involvement of coaches 
• Access to subject matter experts 
• Performance monitoring 
• Hands-on practice during training 
• Availability of expert resources to help employees (Prosci 
2017f.) 
Like in other stages of the ADKAR model there can also be challenges 
and resisting factors in building ability. In case of ability these challenges 
and resisting factors can be for example the lack of support, not enough 
time available to develop skills, limitations in physical abilities, 
psychological blocks and individual capabilities. (Prosci 2017f.) 
In an organisation employees can be helped to learn new skills and 
behaviours but first it is vital to understand the difference between 
knowledge and ability. By doing this the organisation can help its 
employees to put the learned knowledge into practice. This ultimately 
leads to realising the true change at the individual and organisational level. 
(Prosci 2017f.) 
4.1.5 Reinforcement 
In the ADKAR model reinforcement is the fifth and final milestone. Making 
a change can be difficult but sustaining it can be even more difficult. 
Reinforcement is a critical stage when it comes to successful change and 
it includes the approaches and mechanisms so that a change stays in 
place. From a change management perspective, one of the reasons 
reinforcement can be difficult is that individuals have the tendency to move 
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on to the next change once a change is finished. This fact is important to 
acknowledge as well as the approaches when it comes to reinforcing a 
change. Reinforcing a change takes both time and coordinated effort. As 
many organisations face scarce resources and change saturation 
reinforcement may often fall short. In order for changes to remain 
sustained and them to deliver the expected results overtime it is necessary 
that the focus on reinforcement efforts remains strong. (Prosci 2017g.) 
There are different factors that successful reinforcement may require. 
These factors include feedback, corrective actions, celebrations, 
recognition, rewards, accountability mechanisms and visible performance 
measurement. There are also tactics that can be used in fostering 
reinforcement. These tactics are the following: 
• Publicly visible performance scoreboards that positively show 
compliance to a new process 
• Feedback from supervisors directly to employees, including 
saying "Thank you" 
• Visible recognition by senior level sponsors 
• Project-sponsored celebrations for employees 
• Compensation and appraisal systems designed to support the 
change (Prosci 2017g.)  
In case of reinforcement, there are potential resisting factors and 
challenges. These may include meaningless rewards that are not 
associated with achievement, reinforcement for accomplishments may be 
absent, and a change is directly opposed by incentives and negative 
consequences such as peer pressure. (Prosci 2017g.) 
It is important for organisations to understand the importance of 
reinforcement and the proactive planning of it after a change has 
happened. Helping employees build awareness, desire, knowledge and 
ability requires a significant investment from organisations and due to this 
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there is a risk that this investment may be wasted if organisations do not 
proactively reinforce the change. (Prosci 2017g.) 
4.2 Organisational Change Management 
In organisational change management the different activities, steps and 
tools are described. Change management resource or a project team can 
follow these to enable the necessary individual changes. The Prosci 3-
Phase Process (Figure 6, Figure 7, Figure 8) is used in organisational 
change management. (Prosci 2017a.) This process includes three phases 
that can be utilised by a change or project manager to work through the 
initiatives and changes that the phases are supporting (Prosci 2017h). The 
Prosci 3-Phase Process presents an approach that is research-based and 
this approach can be used in creating customised change management 
plans and strategy (Prosci 2017a). Research-based templates and 
assessments support each phase in the Prosci 3-Phase Process. 
Guidance for completing each phase or step most effectively is also 
included in the Prosci 3-Phase Process methodology. (Prosci 2017h.) 
4.2.1 Phase 1 – Preparing for Change 
In the first phase of Prosci’s methodology (Figure 6), project and change 
teams are helped in preparing to design their change management plans. 
When it comes to creating effective change management plans this phase 
provides the needed critical situational awareness. The outputs of Phase 1 
are change characteristics profile, organisational attributes profile, change 
management team structure, sponsor assessment, structure and roles, 
impact assessment, and change management strategy. (Prosci 2017h.) 
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FIGURE 6. Phase 1 – Preparing for Change (Prosci 2017h) 
The change characteristics profile of this phase provides insight into the 
change at hand, its impact, scope and size. When an organisation or a 
group is changing the organisational attributes profile gives a view of the 
impacts to the organisation or the group. Additionally, any specific 
attributes that may contribute to challenges are viewed. The change 
management structure, on the other hand, defines how many change 
management resources are required for the effort and also the positioning 
of the resources in relation to the project sponsor and project team. The 
sponsor assessment, structure and roles –output provides an 
understanding of the leaders in an organisation who are required to act as 
sponsors of the change. Additionally, in this output the possible challenges 
with certain leaders are identified and plans are formulated in terms of 
getting the leaders to sponsor the change actively. As for the impact 
assessment, it identifies the group of individuals have been impacted by 
the change and in what way they have been impacted. Moreover, the 
challenges that may be faced with the group in the project are identified. In 
the change management, a strategy is articulated that is based on the 
assessments in the first phase. This strategy scales the change 
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management effort so that it is aligned with the size and type of the 
change. (Prosci 2017h.) 
4.2.2 Phase 2 – Managing Change 
Creating change management plans that will integrate with the project 
plan is the focus in the second phase (Figure 7) of the Prosci 3-Phase 
Process. (Prosci 2017h.) The aim of these plans is to support the 
successful transition of the individuals that have been impacted by the 
change outlined in the ADKAR model (Prosci 2017i). There are five plans 
that support the individuals moving through the ADKAR model based on 
Prosci’s research. These plans are communication plan, sponsor 
roadmap, training plan, coaching plan and resistance management plan. 
(Prosci 2017h.) 
 
FIGURE 7. Phase 2 – Managing Change (Prosci 2017h) 
As a critical part of the change process, communication plan indicates the 
key messages that are required to reach various impacted audiences. 
Also, who will send the messages and when is indicated in this plan. This 
ensures that employees hear messages about the change at the right time 
and from people with credibility. (Prosci 2017h.) This tool can be used to 
build both awareness of the need for change and desire to participate in 
the change. Communication can be more effective and help employees to 
understand the change when the ADKAR model is used as a foundation. 
(Prosci 2017i.) 
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The actions that are needed from the coalition of sponsors and the 
project’s primary sponsor in the organisation are outlined by the sponsor 
roadmap. It is important to provide details on where and when leaders are 
needed to be present. In addition, it is important to know what 
communications to send and to align with peers across the coalition to 
support the change. This helps executives to be visible and active 
sponsors of the change. (Prosci 2017h.) The sponsor roadmap provides 
structure and support for the specific actions that are needed from the 
senior leaders of the organisation. Sponsorship is also a critical factor 
when it comes to building awareness of the need for change and desire to 
support and participate in the change. This is because employees take 
better notice when senior leaders demonstrate their and the organisation’s 
commitment to the change. (Prosci 2017i.) 
The training plan is used to identify employees that need training, what 
kind of training and when (Prosci 2017h). Identifying the capabilities and 
skills that employees need and recognising any existing gaps in the 
training requirements is part of the change manager’s role. It is important 
to understand that simply sending employees to training when a change is 
introduced is poor change management. Training is a vital part of creating 
a successful change. However, it must come after sufficient awareness 
and desire in order for it to be successful. As a result of applying change 
management effectively, a partnership can emerge between the training 
group and the change management team. The role of the training group is 
to develop and deliver the needed training and the change management 
team, on the other hand, documents knowledge needs. (Prosci 2017i.) 
When it comes to the coaching plan it outlines how to equip and engage 
with leaders and managers to lead the change with their teams. At first, 
managers need to be allowed to work through their own change process 
as individual employees. (Prosci 2017h.) Commitment is built among 
managers and supervisors and they are prepared and trained related to 
their role in the change by the change management resource and project 
team. After this supervisors and managers conduct individual and group 
coaching sessions in order to engage frontline employees of the 
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organisation and ultimately help the organisation move forward with 
change adoption. (Prosci 2017i.) 
The resistance management plan includes providing a strategy that 
addresses both proactive and reactive resistance (Prosci 2017h). The 
resistance management plan indicates the steps that managers and 
organisations can take to prevent or mitigate the impact of resistance.  
Identifying the source of resistance and what it might look like is the 
starting point. In the next part, a set of steps are developed that can be 
taken to answer the identified objections before they impact the project. In 
addition, employees that will be involved in managing resistance will be 
identified in the resistance management plan and how to prepare these 
employees to intervene. In a complete resistance management plan, there 
is a component of reactive resistance management, which includes 
monitoring acceptance and resistance and how to respond to resistance. 
Resistance can emerge in each of the five elements of the ADKAR model. 
The ADKAR model provides help in understanding the root cause of 
resistance, as it is important in effective resistance management. It also 
provides both proactive and reactive approaches that can be used as a 
guide in overcoming and engaging resistance to change effectively. 
(Prosci 2017i.) 
Each of these five previously described plans is required in any change. 
However, the effort and balance depends on the specific change that is 
implemented in an organisation. The plans, once created, need to be 
integrated into the project activities that have been outlined in the project 
plan. Communication and sponsorship activities should already exist 
during the initiation of the project and coaching and training should take 
place before the go-live date. Resistance is actively managed, identified 
and anticipated at the beginning of the launch of the project. Change 
management is effective when it is proactive, holistic and integrated. This 
means that change management starts at the beginning of the change, all 
of the tools are used, and that work is done in unison with project 
activities. (Prosci 2017i.) 
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4.2.3 Phase 3 – Reinforcing Change 
The third phase in the Prosci 3-Phase Process (Figure 8) plays a critical 
part in organisational change management. This phase helps 
organisations to create action plans when it comes to reinforcing the 
change. In the third phase, organisations’ change and project teams 
establish mechanisms and measures that can be used to measure the 
adoption of the change, see whether employees are doing their jobs in the 
new way, correct and identify any gaps and celebrate success. In order to 
do this, there are six different steps included in this phase: measuring 
changes in behaviour, corrective action plans, reinforcement mechanisms, 
individual and group recognition approaches, success celebrations and 
after-action review. (Prosci 2017h.) 
 
FIGURE 8. Phase 3 – Reinforcing Change (Prosci 2017h) 
Establishing measures to see if people are adopting the change and 
changing the way they do their job is important in measuring changes in 
behaviour. These measures vary depending on the project and they are 
based on the required behaviours of employees in the changed state. 
(Prosci 2017h.) 
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The corrective action plans include identifying any existing gaps in terms 
of adopting the change and the new way of working. If gaps are identified 
the project and change teams are required to take action to correct the 
gaps. In addition, it is important to identify the root cause of the gap and 
why employees may not be adopting the change in order for change 
management to be effective. (Prosci 2017h.) In managing change, 
employee involvement is also a necessary and integral part. Feedback 
from employees is a key element during the change management process. 
This feedback can be analysed by change managers and corrective action 
can be implemented based on it. Ultimately, it can help in ensuring full 
adoption of the change. (Prosci 2017j.) 
Reinforcement is a vital part of change management. It is important that 
there are reinforcement mechanisms in place to prevent employees from 
reverting back to their old habits. Reinforcement mechanisms include, for 
example, ongoing coaching and training, and continued compliance 
measuring. (Prosci 2017h.) 
As every person and organisation is different it is important for change 
management to look for individual and group recognition approaches that 
will resonate with different individuals and organisations. In addition to this, 
it is important to recognise the achievements of groups and employees 
who have embraced the change successfully. Highlighting the success of 
the change publically and providing an opportunity to celebrate the 
success, the hard work and the new future state can reinforce the change 
in the organisation. (Prosci 2017h.) 
In change management process the final step is the after-action review 
that can be used to indicate the strengths of the change effort. These 
successful efforts can be replicated in future projects and in areas where 
different actions should be taken in order to drive a better and more 
successful outcome. (Prosci 2017h.) 
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FIGURE 9. Connecting Individual and Organisational Change 
Management (Prosci 2017h) 
Above is Figure 9 that shows how the progression of individual change 
described in the ADKAR model is supported by the organisational change 
management plans (Prosci 2017h). In Prosci’s methodology outcome-
oriented individual change management approach and activity-oriented 
organisational change management approach are integrated in order to 
ensure successful change management results (Prosci 2017a). The 
essence of effective change management is that organisational change 
management plans and activities drive individual transitions. (Prosci 
2017h.) 
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5 EMPIRICAL RESEARCH AND DATA ANALYSIS 
This chapter familiarises the reader with the empirical part of the thesis. 
The research aims to provide an answer to the main research question set 
for the thesis: “How to create successful self-managed teams in Company 
X?” In order to answer the research question, primary data was collected 
by conducting an online survey among the members of the self-managed 
team and by interviewing the HR Manager of the self-managed team. The 
chapter starts with the description of the data collection process of the 
thesis. After this, the data collected from the survey and the interview are 
analysed.  
5.1 Data collection 
This subchapter describes the data collection process of the thesis. The 
following figure (Figure 10) illustrates the phases of the data collection 
process of the research. 
 
FIGURE 10. The Data Collection Process 
Secondary	data	collection
September- October	2017
Online	survey
November	2017
Interview	with	HR	Manager
November	2017
Data	analysis
November	2017
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The data collection process of the thesis began in September 2017. In the 
beginning, secondary data on self-managed teams, their functions and 
effectiveness were gathered as well as data on both organisational and 
individual change management. At the end of October 2017, drafts of both 
the online survey and the interview were drawn up. In a meeting with the 
thesis supervisor, the online survey and the interview were discussed. As 
a result, the order of the questions in the questionnaire was changed in a 
way that the questions would be in a more chronologic and logical order. 
This was also applied to the questions in the interview. Some follow up 
questions were added to the interview so that the questions would be 
more specific and explanatory. As these changes were done the 
questionnaire and the interview were approved by the author’s thesis 
supervisor.  
At the beginning of November 2017, the questionnaire was sent out via 
email to the members of the self-managed team in the case company. The 
software used for sending out the questionnaire was Webropol due to its 
features when it comes to analysing data. The questionnaire was sent out 
to the 13 active members of the team. After sending out the questionnaire 
an interview was arranged with the HR Manager of the team. The 
interview was done via telephone a week later. When data from the survey 
and the interview was received the author started the process of analysing 
the data. The questionnaire and interview questions can be found in the 
appendices. In the next two subchapters, the survey and the interview are 
described in more detail.  
5.1.1 Survey 
The primary data collection process began with an online survey 
conducted among the members of a self-managed team in the case 
company. Survey is a technique used in data collection in which 
participants are asked to the answer to the same set of questions. Survey, 
as a data collection method, is cost-efficient and fast and it allows reaching 
a big number of participants. The sample size of the survey should be big 
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enough in order to receive meaningful results. Surveys can be used to 
collect quantitative data and there are different ways how to conduct a 
survey. Surveys can be conducted by e-mail, by post, by organisation’s 
intranet, by phone, or by the Internet. (Saunders et al. 2009, 360-363.)  
The survey was launched by using Webropol and it was sent out to the 13 
active members of the self-managed team on 3 November 2017. The 
author decided to conduct the survey in Finnish since all the members of 
the self-managed team are Finnish. Responses were received from 11 
members by 9 November 2017. After receiving the responses the author 
translated them into English. The questionnaire, however, can be found in 
the appendices in its original form.  
In the survey, questions that would divide the respondents into different 
groups were left out due to the small quantity of the respondents and in 
order to preserve the confidentiality of the respondents. In addition, the 
questions in the questionnaire were not mandatory since it is important to 
take into account that all the respondents may not have experience on the 
specific questions in the questionnaire and that way cannot answer these 
specific questions. Also, making it mandatory to answer all the questions 
could have distorted the survey’s results.  
5.1.2 Interview 
The second part of the primary data collection process consists of an 
interview with the HR Manager of the self-managed team in the case 
company. Interview is a common method used in qualitative research to 
gather valid and reliable data. Interviews can be divided into three different 
categories: structured, semi-structured and unstructured interviews. 
Structured interviews are very formalised and they consist of a list of pre-
determined questions that the interviewer strictly follows. Semi-structured 
interviews are also based on a list of pre-determined questions but the 
interviewer may change some of the questions and add additional ones. 
Unstructured interviews, on the other hand, are informal and do not 
include a list of pre-determined questions. In unstructured interviews 
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conversation is formed based on the research topic and the interviewer 
sets the flow and the boundaries of the interview. (Saunders et al. 2009, 
318-321.)  
The interview was held on 6 November 2017 and it was conducted with 
the HR Manager of the self-managed team who acts as an administrative 
supervisor for the team members. The aim was to get a different 
perspective on the functions of the self-managed team as well as the 
change process involved in creating a self-managed team.  
The interview was decided to hold via telephone in Finnish and make an 
audio recording of it by using an app called Voice Memos. The author had 
prepared a semi-structured interview and some of the questions were 
specified in order to receive a more detailed answer. Both the interview 
questions and the answers were translated into English. The interview was 
done in a confidential manner and the identity of the interviewee will not be 
revealed in the publically published version of the thesis. The interviewee 
will be named as Interviewee 1 in the thesis.  
5.2 Data Analysis 
In this subchapter, the data received from the survey and the interview are 
analysed. The author starts by analysing the data received from the survey 
and after this, the data from the interview is analysed.  
5.2.1 Analysis of the Survey 
The first part of the questionnaire consisted of ten statements. The 
respondents were asked to specify their level of agreement or 
disagreement for these statements on a scale of 1 to 5, number 1 being 
“Strongly disagree”, 2 being “Disagree, 3 being “Neither agree nor 
disagree”, 4 being “Agree” and 5 being “Strongly agree”. The aim of the 
first part in the survey was to find out how the members of the self-
managed team felt about the factors that affect the performance or 
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effectiveness of self-managed teams and how they would assess the 
change process related to transitioning into a self-managed team.  
Figure 11 below illustrates how the respondents assessed their level of 
agreement or disagreement to each of the ten statements. The number of 
respondents in the first part of the survey was 11.   
 
FIGURE 11. Answers to Statements 
The first statement was: “I have received enough support from the 
organisation in terms of my work in the self-managed team.” Out of 11 
respondents 46% strongly agreed with the statement, 27% agreed and 
27% neither agreed nor disagreed. As can be seen from the data, most of 
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the respondents felt that they have received enough support from the 
organisation they work for. However, 27% of the respondents were 
undecided. Organisations’ support towards self-managed teams is vital. By 
supporting self-managed teams organisations can affect the teams’ 
effectiveness and successfulness and their employees’ work satisfaction 
and performance.  
The next statement was: “I have received enough training in terms of my 
work in the self-managed team.” 55% agreed with the statement, 36% 
agreed and 9% neither agreed nor disagreed. Based on the data received 
from the survey majority of the respondents felt that they have received 
enough training. However, 9% of the respondents were neutral or 
undecided about this. Training is a factor that plays an important role in 
successful self-managed teams and change management. Training can 
also be used to reinforce individual and organisational changes and the 
effectiveness of self-managed teams.  
The third statement was: “I have been given enough empowerment to 
handle my work tasks independently.” As can be seen in Figure 11, 55% 
of the respondents strongly agreed that they have been given enough 
empowerment and 36% agreed with the statement. 9%, on the other hand, 
neither agreed nor disagreed with the statement. The data received from 
the survey shows that majority of the respondents agreed that they have 
been empowered enough in terms of their work in the self-managed team. 
9%, however, were undecided about the statement. Empowerment is a 
factor that has an effect on the successfulness and performance of self-
managed teams and due to this, it is important that the members of the 
self-managed team feel empowered.  
The next statement in the questionnaire was: “Responsibility is divided 
evenly between the members of the team.” 37% of respondents strongly 
agreed that responsibility has been divided evenly, 27% agreed, 18% 
neither agreed nor disagreed and 18% disagreed. Based on the data, this 
statement received divided opinions. Even though most of the 
respondents agreed with the statement 18% were undecided and another 
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18% disagreed. This would indicate that some of the respondents feel that 
not all the members of the self-managed team are equally responsible for 
the team’s success. It is important that responsibility is assigned to all the 
members of the team as mentioned earlier in the theoretical part of the 
thesis. The self-managed team’s effectiveness is affected positively when 
all the members of the team feel fully invested and they are equally 
responsible in terms of the team’s success and the results of the team.  
In the questionnaire, the fifth statement was: “The roles and 
responsibilities of the team are clear to me.” Figure 11 shows that 46% of 
the respondents strongly agree with the statement, 36% agreed and 18% 
neither agreed nor disagreed. This statement was agreed by the majority 
of the respondents and 18% were undecided. This means that most of the 
members of the self-managed team feel that the roles and responsibilities 
of the team are clear. It may be good for the team to go through the roles 
and responsibilities again if they are not clear to all members.   
The next statement was: “Information flow and communication is strong in 
the self-managed team.” All the respondents had a positive opinion on this 
statement since 45% of the respondents strongly agreed and 55% agreed 
with the statement. According to the data, communication and sharing 
information in the team is on a good basis.  
The seventh statement in the questionnaire was: “The self-managed team 
is very united.” 64% of the respondents strongly agreed with the 
statement, 27% agreed and 9% disagreed. Most of the respondents 
agreed that the self-managed team is very united. However, 9% 
disagreed, which shows that all the members of the team do not feel that 
the team is united. Unity is a very important factor when it comes to team-
based environments. The lack of unity in a team may affect the 
performance and the effectiveness of the team. This also may indirectly 
have an effect on the interdependence of the team members, which 
further separates the team. This can become a vicious circle and have 
negative effects on the team.   
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The next statement was: The self-managed team has a clear common 
goal.” This statement received only positive opinions since 73% strongly 
agreed with the statement and 27% agreed. This means that all the 
respondents agreed with the statement and that the self-managed team 
has a common goal that is clear to the members of the team. The team’s 
potential for success increases when the team has a goal that all the 
members work towards. 
The ninth statement was: “I received enough information about the change 
process related to the self-managed team and about my new work.” 27% 
of the respondents strongly agreed, 46% agreed, 18% neither agreed nor 
disagreed and 9% disagreed with the statement. This statement received 
somewhat divided opinions. Most of the members of the team agreed that 
they received enough information on the change process and their new 
work. However, some respondents were neutral about this and 9% 
disagreed meaning that they did not receive enough information on the 
change process and their new work. This would indicate Company X 
should give its employees more information on both the change process 
and what are the tasks and responsibilities related to self-managed teams. 
The final statement was: “The transition from the traditional hierarchical 
team into the self-managed team was fluent.” Out of 11 respondents 36% 
strongly agreed, 46% agreed and 18% neither agreed nor disagreed with 
the statement. Based on the data most of the respondents agreed that 
change process was fluent but some of the respondents felt undecided. 
This indicates that the transition from the traditional hierarchical team into 
the self-managed team was indeed fluent. 
The next question in the questionnaire was the following: “What kind of 
positive sides have you experienced working in a self-managed team? 
Have you experienced any negative sides?” This question was done in an 
open form so that the respondents could write openly about both the 
positive and negative sides they have experienced. The list of answers to 
Question 2 can be found in the appendices (Table 2).  
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The question received many similar answers. Altogether, ten respondents 
answered this question and the answers included mainly positive 
comments with only a few negative comments.  
The respondents felt that the team spirit is strong and that the members of 
the team work together towards a common goal. According to the 
respondents, being committed to making good results together, having the 
freedom to do something new and trying to break old ways of working 
were positive sides that have resulted from working in a self-managed 
team.  
The team’s spirit is a lot better. We work together towards a 
common goal. We have the freedom to try new things and try 
to break the old patterns in work. (Respondent 2.) 
  
Responsibility is also a theme that was mentioned quite a lot. According to 
the data, responsibility is shared among the members of the team and 
both positive and negative feedback is given to the team as a whole. 
Moreover, the strengths and skills of the team members are taken into 
account and responsibilities on certain tasks are shared based on these 
strengths and skills:  
Everybody’s strengths are utilised for example the ones that 
are good at writing do tasks that are fit for them and the ones 
that are talented at selling focus on making profit. 
(Respondent 1). 
A point that stood out from the respondent’s answers was that the 
information flow is much more effective in a self-managed team since 
there are no intermediaries filtering information: 
Communication and responsiveness are much faster when 
there are no "middlemen" filtering information. As a result, 
communication with stakeholders is much quicker and more 
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efficient, which means that we can solve problems faster. 
(Respondent 3.) 
 
It was also brought up by a respondent that the members have more 
authority when it comes to making decisions and how the roles and 
responsibilities are shared in the team. Additionally, decisions are easy to 
make together according to a respondent. 
The negative side that was brought up by a respondent was that unwanted 
tasks are easier to postpone and they may be forgotten at some point. 
Also, it was mentioned that it takes time before the team’s responsibilities 
and roles become clear to the team members: 
The team's functionality forms over a certain period of time. 
The beginning can be rocky before the functions, roles and 
the way of working become clearer. (Respondent 2.)  
The third question in the questionnaire was the following: “How would you 
improve the change process related to the transition from a traditional 
hierarchical team into a self-managed team?” The answers to the third 
question are listed in the appendices (Table 3). 
This question received different thoughts from the members of the self-
managed team on how to improve the change process. According to the 
data, the members of the team felt uncertain about the new responsibilities 
and work tasks in the beginning. Many of the respondents brought up that 
there should be an orientation of some sorts where guidelines on the new 
responsibilities and roles of the team and its members would be discussed 
together. This would be very useful in the change process and would help 
the members of the team to adapt to the change more effectively.  
There should be a comprehensive orientation programme or 
training for at least a few days on the new roles and 
responsibilities of the self-managed team and its members 
(Respondent 5). 
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Also, another comment was that the change should be done gradually 
since all the employees are not able to change the way they work so 
rapidly. By making the change process a step-by-step process could help 
the employees to adapt to the change and support it. This could also 
eliminate some of the resisting factors that may arise during the change 
process.  
In addition to these, the organisation should be able to change the details 
of the contractual agreements between employees and the organisation 
when needed according to a respondent. The roles and responsibilities of 
self-managed teams may differ from the roles and responsibilities of 
hierarchical teams. Organisations should take this into account since the 
contractual agreements may impact the teams’ ability to carry out different 
responsibilities. 
The fourth question in the questionnaire was the following: “How would 
you improve the performance/functions of the self-managed team?” The 
list of answers related to Question 4 can be found in the appendices 
(Table 4). 
This question also received different opinions and thoughts on how the 
functions or performance of the self-managed team should be improved. 
Firstly, it was suggested that there should be critical self-examination 
among the members of the team and arising problems should be observed 
so that changes to decisions and the way of working could be done 
accordingly. In addition, the team should take more initiative according to a 
respondent.  
Secondly, it was brought up that the self-managed team’s decisions 
should be supported by the organisation rather than try to change the 
decisions back towards the hierarchical way of making decisions: 
Self-managed teams are based on effectiveness, freedom and 
on certain creativity. The team should be empowered and not 
try changing the team’s decision back to the old model. 
(Respondent 3.) 
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It was also suggested that the self-managed team should have an HR 
Supervisor to handle some of the team’s HR tasks. According to a 
respondent, this is because the self-managed team receives a large 
amount of HR related tasks and it is difficult to make the members of the 
team responsible for such tasks.  
One of the team members suggested that there should be a calendar that 
could be used to track the team members’ flexitime. Another respondent, 
on the other hand, suggested that there should a measuring tool for 
measuring the goals and the progress of the team in real time. Both of 
these tools could be useful for the members of the team. By knowing the 
current results the team could be able to make required changes or 
decision so that the goals could be reached.  
Two of the respondents commented that the team should be able to 
decide whether to call outbound calls or take inbound calls. This means 
that the team would like to have more authority over these tasks and when 
to do them.   
Finally, it was suggested that the team should spar more often. Training 
with the members of the team could boost the team’s communication and 
skills since useful information could be shared among the members of the 
team and utilised in future customer encounters. 
In the final question, the members of the self-managed team were asked if 
they had any other comments related to the topic. The additional 
comments that the members of the self-managed team wished to add are 
listed in Table 5 in the appendices.  
Based on the data, the members of the team have been happy with the 
self-managed team and they have positive opinions about the team. In 
addition, it was pointed out by a respondent that self-managed teams are 
not suitable for every employee since not everybody wants more 
responsibility in their work. When selecting individuals to a self-managed 
team the organisation should take into account the individuals’ motivation, 
self-knowledge and capability to adapt to changes. 
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In order for the organisation to build self-managed teams, it has to 
be sure that the employees chosen for the team are motivated and 
want more responsibility. Not everyone wants more responsibility if 
they are happy doing their job without additional tasks. In a self-
managed team, individuals are required to have self-knowledge and 
the ability to adapt to changes more effectively when compared to 
an average team. (Respondent 3.) 
5.2.2 Analysis of the Interview 
The interview was conducted with the HR Manager of the self-managed 
team. In this subchapter, the result received from the interview will be 
discussed and analysed. The interview questions can be found in the 
appendices. 
When talking about self-managed teams in Company X freedom and 
individual responsibility are important factors. Freedom is a positive side 
when it comes self-managed teams. However, with freedom comes also 
responsibilities. It is important to understand what responsibility means. 
Since the self-managed team does not have a manager or a supervisor 
the members of the team are themselves responsible for doing their work. 
This can cause growing pains to the self-managed team and the 
individuals in it. (Interviewee 1 2017.) 
Self-managed teams are a way for organisations to redistribute 
responsibility, as mentioned earlier, and it may take time before the 
members of self-managed teams adapt to greater responsibility. It is 
important for employees to understand what kinds of responsibilities are 
included when being a part of a self-managed team and that it takes 
patience and time to adjust to new work. Thus, it is vital for organisations 
to communicate with their employees and share information about the 
change process and also the new requirements and responsibilities that 
are related to the new work. The data received from the survey brought up 
that organisations should take into account employees’ motivation, desire 
and capability to change. These things are important for successful 
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change management and should be taken into consideration when 
building self-managed teams in organisations.  
Training plays a big part in individual and organisational change. 
According to Interviewee 1 (2017), the members of the self-managed did 
not receive enough training related to their new work. He pointed out that 
the change was quite quick and there was not enough time for training. 
According to Interviewee 1 (2017), the members of the self-managed team 
would have required more time for targeted training and it would have 
been useful to go through the expectations and tasks that are included in 
the work of self-managed teams.  
As stated earlier in the thesis, training is a critical factor when it comes to 
the successfulness of self-managed teams. Since the members of the self-
managed team are responsible for the work itself and the management of 
that work it is vital that the organisation provides the team members with 
comprehensive training.  
Empowerment is a critical factor in terms of successful self-managed 
teams. Based on the data received from the interview the self-managed 
team has been empowered enough by Company X. According to 
Interviewee 1 (2017), there are members in the self-managed team that 
work as coordinators who have different responsibilities. The coordinators 
aim to make sure that the team is up to date. The self-managed team also 
utilises One Note as a support database where important material is 
available. However, Interviewee 1 (2017) pointed out that the team 
members need to be independent and take time to familiarise themselves 
with the information available in the team’s One Note. 
When talking about the shared responsibility in the team Interviewee 1 
(2017) stated that responsibility is shared very democratically among the 
members of the self-managed team when it comes to the success and 
results of the team. However, some of the members of the team act as 
persons in charge of the team’s project. Interviewee 1 pointed out that it 
takes time for these members to take care of the tasks required from 
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persons in charge. This means that other members of the team may have 
to fill in for the persons in charge of the project. However, all in all, the 
responsibility is shared equally in the self-managed team.  
As for communication and information flow in the self-managed team, 
Interviewee 1 (2017) agreed that communication is strong in the team and 
essential information is shared well among the team members. The 
members of the team use Skype team chat, One Note and WhatsApp to 
communicate and share information with the team members. 
Communication and sharing information is vital in team-based 
environments and it can help teams to improve their performance.  
Next, in the interview, the author asked about the team’s unity. According 
to Interviewee 1 (2017), the team has become more and more united as 
time has passed and currently the team is very united. The team had also 
been arranged a “team day” in Vaasa, Finland after which the members of 
the team have been more open with each other.  
It is important that the team’s unity is strong since it can affect the 
motivation of the team members and due to that the success of the team. 
By arranging activities or get-togethers, organisations can help teams form 
better team spirit and sense of unity.  
The self-managed team has a common goal according to Interviewee 1 
(2017). The goals are set by the leadership of Company X and this means 
that the self-managed team does not have the authority to set the ultimate 
goals for the team. The team, however, decides how to reach the goals.  
In order for a self-managed team to be successful, it is critical that there is 
a common goal set for the team. As mentioned earlier, once there is a 
common goal set for the team the members of the team should take action 
in line with the common goal and this way increase the team’s potential for 
success.  
The next question in the interview was the following: “Do you think that the 
performance/effectiveness of the self-managed team should be somehow 
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improved? How would you improve the performance of the self-managed 
team?” Interviewee 1 (2017) considered there to be some areas in the 
self-managed team that could be improved. He explained that the self-
managed team could plan more how to complete the given work tasks, for 
example, planning the agenda of a meeting beforehand could improve the 
team’s effectiveness. Also, thinking of what are the team’s goals in terms 
of effectiveness and how to reach them could help the team to improve 
their performance. Interviewee 1 (2017) added that micro managing the 
team members does not lead to good results in the long term. He 
explained that even if the team members may have some idle time at work 
this time might not be non-productive but rather necessary for self-
development.  
 
Improving the performance and functions of the team takes time and 
patience. Observing the areas that require improvement is important and 
by recognising these areas the team can take action to improve them. It is 
also necessary to understand that change does not happen overnight. 
Thus, time and patience are key factors that should be remembered.  
 
The next theme in the interview was about the change process. 
Interviewee 1 was asked to describe the change process from the 
traditional hierarchical team into the self-managed team. According to 
Interviewee 1 (2017), the change progressed quickly and in the beginning 
when the team was formed the team members were a bit unsure or 
confused. However, as time has passed the team’s roles and 
responsibilities have become clearer. Interviewee 1 (2017) explained that 
the members of the self-managed team enjoyed the new freedom at work 
and this was a very positive thing. Individual responsibility has increased a 
lot more afterwards and data on how the team has succeeded as a whole 
has been discussed in the team. Still, there has not been enough time for 
self-development. Interviewee 1 (2017) also considered that it was a 
positive thing that every step in the change process was not planned or 
determined beforehand but rather the steps have formed along the way.  
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Finally, Interviewee 1 was asked to assess the change process. 
Altogether, the change process was quite fluent based on the interview. 
There are, however, some things that could have been done differently, for 
example, the members of the self-managed team were kept in their old 
workstations even after the self-managed team had been formed. Only 
later on the members of the self-managed team have been moved so that 
the team members have their own workstation. This has enabled the team 
members to spar more with each other and the team has become more 
united. Interviewee 1 was also asked what he would have done to improve 
the change process. The change process could have been made more 
fluent by providing the self-managed team with a guideline book in which 
the different guidelines of the self-managed team would have been 
explained. However, the self-managed team should be allowed to develop 
new ideas and solutions to the guideline book within the set boundaries. 
(Interviewee 1 2017.) 
 
It is important that ideas are allowed to come from self-managed teams 
themselves. When boundaries are pointed out the team can think of 
solutions and ideas within the set boundaries. Moreover, since the 
successfulness of self-managed teams is affected by the level of unity in 
the teams, it is important that organisations take this into account and plan 
actions which support this.  
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6 DEVELOPMENT RECOMMENDATIONS 
This chapter provides recommendations on how to improve the 
effectiveness or successfulness of self-managed teams and the change 
process related to them. The recommendations in this chapter are based 
on the data gathered from the theoretical part of the thesis and the data 
received from both the survey conducted among the members of the self-
managed team and the interview with the HR Manager of the team.  
In terms of the team’s effectiveness, there are some areas that could be 
improved based on the data. Firstly, it is vital that each member of the self-
managed team is responsible for the team’s success, effectiveness and 
failure. The data received from the survey indicated that responsibility is 
not divided equally among all the members of the self-managed team. 
Since the self-managed team does not have a manager it is up to the 
team itself to discuss the matter and make plans on how to share 
responsibility more equally. However, the data received from the interview 
showed that responsibility is shared democratically among the members of 
the self-managed team and some of the members are named as persons 
in charge for a team project. This may also be the reason why the survey 
indicated that all the members of the team did not feel that responsibility is 
shared equally. Nonetheless, this is a matter that would be good to 
discuss with the team and make sure that the team members feel that they 
are equally responsible for the team’s success.  
Secondly, according to the data received from the survey, all the members 
of the self-managed team did not feel that the team is united. Based on 
the interview the unity of the team has increased as time has passed and 
that team get-togethers or activities have had a positive effect on the 
team’s unity. This could be discussed in the team whether some of the 
members do not feel that the team is united and activities could be 
arranged so that the sense of unity in the team may be improved. Also, the 
team’s performance was positively affected when the members of the self-
managed team were later on moved to their own workstation from 
separate workstations according to the interview. Since this was a working 
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solution the organisation could consider doing this earlier, even during the 
change process, in order to improve the unity and performance of future 
self-managed teams.  
Next, the survey indicated that all the members of the self-managed team 
did not agree that they received enough information about the change 
process and their new work. The data received from the interview also 
showed that the members of the self-managed team were unsure about 
the roles and responsibilities of the self-managed team in the beginning. 
The change progressed very quickly and this may be the reason why there 
was not enough time to go through these things more thoroughly with the 
members of the self-managed team. Many of the team members 
suggested that there should be clear guidelines and orientation related to 
the self-managed team’s roles, tasks and responsibilities.  
In addition, there was not enough time for self-development during the 
change process according to the data received from the interview. Time is 
a key factor when it comes to individuals being able to adopt, embrace 
and utilise a change and this is important for organisations to 
acknowledge. Based on the interview more time would have been required 
during the change process and this time should have included targeted 
training. Self-development is vital in terms of individual change and in the 
future when building self-managed teams in the case company more time 
for training should be arranged during change processes. 
Based on the data received from both the survey and the interview there 
were many ideas on how to improve the performance or functions of the 
self-managed team. The team members suggested that there should be 
tracking tools for both flexitime and the progress of the team. Also, 
according to the data received from the survey, the team should take more 
initiative and the organisation should not try changing the team’s decisions 
as much.  
Training and sparring with other members of the team, having an HR 
Supervisor to handle the team’s HR related tasks and being able to decide 
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whether and when to call outbound calls and take inbound calls were also 
suggestions that came from the members of the self-managed team. 
Based on the data received from the interview the team could improve its 
effectiveness by planning given tasks more, for example, planning 
meetings beforehand.  
Being able to track the progress and results of the self-managed team 
could help the team to adjust or change their decisions so that the ultimate 
goals of the team could be reached. This may also help the team to 
assess whether the current way of doing things is productive enough and 
whether there are some areas that require improvement. When it comes to 
sparring with the members of the self-managed team it may have a 
positive effect on the team’s performance since this could boost learning 
and result in new ideas which might be useful in future customer 
encounters.  
As mentioned in the theoretical part of the thesis the members of self-
managed teams are responsible for sharing both operational and 
managerial tasks. If a team has not been able to share these 
responsibilities it is important to discuss this matter with the team and 
decide how to proceed with it. Also, if HR related tasks are considered 
difficult in the self-managed team training on these tasks should be 
arranged.  
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7 CONCLUSIONS 
This chapter concludes the thesis and gathers together the main topics 
and the research process. The author will answer the main research 
question and the subquestions in this chapter. The validity and reliability of 
the thesis will also be discussed in this chapter. In the end, the author will 
give suggestions for further research. 
7.1 Answers to Research Questions 
The main purpose of the thesis was to create recommendations for 
Company X on how to create successful self-managed teams in the future. 
The research questions of the thesis are answered below starting from the 
sub-questions.  
What are the factors that affect the success of self-managed teams? 
Self-managed teams require different characteristics in order to succeed. 
The factors that affect the success of self-managed teams include 
empowerment, common goal, training, joint responsibility, 
interdependence, time, resources and support from the organisation.  
Having the authority to manage the work is vital when it comes to self-
managed teams. This means that the team should have the authority to 
manage basic work strategies or plans without the need to seek additional 
permission. (McIntosh 2017.) Also, rules should not be imposed upon self-
managed teams in order to increase the sense of empowerment in such 
teams (Marzec 2017). 
Self-managed teams need to have a clear common goal. This is a critical 
factor in terms of the success of self-managed teams. In a self-managed 
team, the potential for success increases when there is a clear common 
goal is set for the team that each team member works towards. (McIntosh 
2017.) 
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Self-managed teams require training in order to succeed. It is important for 
organisations to provide the teams with comprehensive training on 
problem-solving, decision-making and management skills since these are 
necessary skills for team-based environments and self-managed teams 
are responsible for the management of their work. (Williams 1995). 
It is essential that responsibility is shared among the members of the self-
managed team so that each member of the team feels responsible for the 
team’s success and results. When the team members are fully invested in 
the success of the self-managed team the team’s potential for success 
increases. (McIntosh 2017.) 
Trust in self-managed teams is important. A sense of interdependency has 
an impact on the success of self-managed teams. When team members 
trust their colleagues to deliver it allows each member to focus on the 
responsibilities and roles of the team. (McIntosh 2017.) 
The success of self-managed teams does not happen overnight so it is 
important to give the teams time to evolve and enough resources such as 
training, equipment and materials. These allow the teams to improve their 
skills and knowledge and, in addition, individual change can be reinforced. 
Organisations should also support self-managed teams and encourage 
them to succeed. 
As the data received from the survey indicated motivation is a critical 
factor when it comes to self-managed teams. Thus, the motivation of 
individuals is important to taken into account when selecting individuals for 
self-managed teams. The lack of motivation among the team members 
can have a negative effect on the team’s overall performance.  
Finally, it is important to find the right balance to each of these factors in 
self-managed teams. For example, when it comes to common goals there 
should not be more than two or three objectives for the team. This is 
because the team’s potential to reach the goals decreases when there are 
too many goals to focus on.   
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What should be taken into account in the change process to ensure a 
successful transition to self-managed teams? 
The role of change management in a successful transition to self-managed 
teams is important. The ADKAR model provides clear steps that 
organisations can use to guide individuals in reaching successful change. 
These steps are awareness, desire, knowledge, ability and reinforcement. 
When individuals have reached these goals, they are able to adapt, 
embrace and utilise a required change and this affects the success of the 
change. The steps of the ADKAR model are described in more detail in the 
fourth chapter of the thesis.  
When it comes to ensuring a successful transition to self-managed teams 
it is important to take into account that the individuals need to be are 
aware of the reasoning for the required change. Also, it is vital that the 
individuals who are selected for the self-managed team are motivated and 
ready for greater responsibility.  
When these individuals have been selected carefully the organisation 
should share information about the change process and what should be 
done during the process. The individuals should also be provided with 
comprehensive training on the new responsibilities and tasks. Moreover, it 
is crucial that the individuals have access to information to build the 
needed knowledge. Organisations should remember that communication 
and training should be continuing factors during the change process.   
Knowledge of the new responsibilities and tasks alone is not enough. The 
individuals need to be able to perform the required responsibilities and 
tasks and reach the expected results. This is why providing the individuals 
with coaching, support, time, practice and feedback is necessary. 
It is vital for organisations to understand the importance of reinforcement 
even after a change has happened. There are different factors that can be 
used to reinforce a change for example rewards, performance 
measurement, corrective actions and feedback. Organisations require 
66 
proactive planning and reinforcement to ensure a successful change and 
to make sure that the change stays in place.   
The Prosci 3-Phase Process, on the other hand, can enable and support 
the steps in individual change. This organisational change model can be 
used to make change management plans and strategies that integrate 
with the steps in successful individual change. These plans are required in 
any change and the balance and effort depend on the specific change that 
is implemented in the organisation.  
There are several other theories on successful change management and 
Prosci’s change management models are part of them. It is important to 
mention that Prosci’s ADKAR model and the Prosci 3-Phase Process give 
a linear and systematic view of the business world and change 
management process both on an individual and organisational level. Thus, 
the ADKAR model and the Prosci 3-Phase Process may not be suitable for 
complex business environments. In complex business environments, 
contextual leadership could be more applicable.  
How to ensure a successful change in an organisation is not easily 
determined. Organisations vary from each other with different 
organisational cultures, structures and behaviours. This is why planning a 
successful change management plan is difficult. Change management 
plans should be customised based on the organisation in question.  
How to create successful self-managed teams in Company X? 
The answers to the subquestions of the thesis provide a basis for this main 
research question. As explained earlier, in the answer to the first 
subquestion, the factors that affect the success of self-managed teams are 
empowerment, common goal, training, joint responsibility, 
interdependence, time, resources, motivation and support from the 
organisation. By taking these into account organisation can increase the 
self-managed teams’ potential for success.  
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As for the change process, as mentioned earlier, there are five steps that 
can be used to guide individuals in successful change: awareness, desire, 
knowledge, ability and reinforcement. By completing these steps 
individuals can better adapt, embrace and utilise the change. This and the 
success of the change are linked to each other.  
Based on the data received from the survey and the interview there are 
factors and areas that need to be taken into account when creating 
successful self-managed teams in Company X in the future. The first step 
is to raise awareness in the organisation about the required change and 
carefully select the right individuals for the self-managed team. As the data 
received from the survey shows the individuals need to be motivated and 
ready to receive more responsibility as well as have knowledge of their 
own skills and areas that need improvement. It is important for Company X 
to share information on what are the roles of the individuals in the change 
process and what to expect. Information on the roles and responsibilities 
would have been needed more during the change process according to 
data received from both the survey and the interview. Thus, it would be 
good for the case company to focus on this more in the future. Also, 
providing the individuals with access to information is important during the 
change process so that the individuals can build knowledge.  
Training plays a critical part in terms of both successful change and 
successful self-managed teams. Based on the interview data more time for 
comprehensive training during the change would be required in the future 
to ensure a more successful transition to self-managed teams in the case 
company. Moreover, support, practice and feedback are equally as 
important and thus to be invested in during the change process.  
In addition, providing the individuals with their own workstation can help in 
building unity and trust among the individuals. These are vital factors in 
successful self-managed teams. The interview data proved that providing 
the team with their own workstation had a positive impact on the team’s 
functions. Thus, this could be considered of doing earlier during the 
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change process to improve the change process for future self-managed 
teams in the case company.  
Even after the change has occurred reinforcement still plays an important 
part in ensuring a successful change. As the data received from the survey 
shows reinforcement in forms of performance measurement and practice 
would be useful to arrange for the self-managed team in Company X. In 
the future, reinforcement is a step in the change process that Company X 
could focus more on in order to ensure a successful change and maintain 
it.  
Based on the findings, the factors that affect the success of self-managed 
teams were in place in terms of the self-managed team in Company X. 
Also, the change process was deemed rather successful as well as the 
performance of the team with only a few notes on what should be 
improved. Altogether, the members of the self-managed team were happy 
with the team and the change process.  
7.2 Validity and Reliability 
Validity and reliability in terms of research are important concepts that 
prove the accuracy of research results. Validity measures the extent to 
which the findings of the research meet the research objectives. Reliability, 
on the other hand, is used to measure the consistency of the research and 
whether the results are repeatable if a similar research was conducted by 
another researcher. (Saunders et al. 2009, 157.) 
In the thesis, the data was collected from both primary and secondary 
sources. Primary sources in the thesis included a survey and an interview 
conducted by the author to gain a deeper insight regarding the research 
questions. Secondary sources included written sources such as books in 
addition to online sources and articles. The author used both qualitative 
and quantitative data in the research.   
The survey was conducted among the members of the self-managed team 
in the case company and 11 out 13 team members responded to the 
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survey. Whether the respondents have expressed how they really think 
about the questions may have affected the reliability of the research. This 
is why the survey was conducted anonymously. The interview was 
conducted with HR Manager of the team and it was agreed that the name 
of the interviewee would not be seen in the publically published version of 
the thesis.  
The author has been working in the case company and has mainly positive 
experiences on the organisation. The author aimed to view the results of 
the survey and the interview as objectively as possible. However, there is 
always a possibility that the objectivity of the author may have affected the 
reliability of the thesis.  
It is also important to mention that the current situation of the respondents 
and the interviewee as well as when the respondents and the interviewee 
have answered to the survey or the interview questions affect the results 
of the research. These may also have an impact on the reliability of the 
research.  
All in all, the data collection was done properly and the author was able to 
answer all of the research questions and objectives of the thesis. All things 
considered, the author considers the research valid and reliable.   
7.3 Suggestions for Further Research 
The author believes that the topic of the thesis offers a lot of potential for 
further research. Research could be done to find out the challenges of 
shared leadership in self-managed teams. Also, what are the motivators in 
self-managed teams and whether self-managed teams could be an 
effective way of doing remote work could be researched. Self-managing is 
becoming a more popular concept and the topic could be extended to 
research how to form self-managed organisations. All in all, self-managing 
and self-managed teams are great topics for further research. 
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8 SUMMARY 
This chapter will summarise the contents of the thesis in detail. The aim of 
the thesis was to find out what are the factors that affect the success of 
self-managed teams and what should be taken into account in order to 
ensure a successful transition to self-managed teams. The final goal of the 
thesis was to give recommendations on how to create successful self-
managed teams in Company X in the future.  
The introduction chapter presented the reader an overview of the outlines 
of the thesis and covered the research questions as well as the data 
collection, thesis background and thesis structure. The main idea of the 
thesis was explained in addition to the reasons why the research was 
conducted.  
Theory on self-managed teams, their forming, roles and responsibilities 
and change management were explained in chapter two, three and four. In 
the second chapter, the concept of self-managed teams was explained 
thoroughly. The third chapter was about the forming and roles of self-
managed teams where the stages of team development and the 
responsibilities of self-managed teams were discussed. In the final theory 
chapter, both individual and organisational change management were 
explained by using Prosci’s ADKAR model and Prosci’s 3-Phase Process.  
The empirical part of the thesis was covered in the sixth chapter. The data 
collection process was first described in the chapter followed by theory on 
interviews and surveys. The survey that was conducted among the 
members of the self-managed team in Company X and the interview that 
was conducted with the HR Manager of the team were analysed in the 
chapter as well. Both the survey and the interview provided interesting 
results from different points of view.  
After the results were analysed development recommendations were 
introduced based on the received data. There were few points that the 
author suggested in the development recommendations. The author 
suggested that more training would be needed during the change process 
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in the future and that individuals should be provided with clear guidelines 
on the roles and responsibilities of self-managed teams.  
Finally, the last chapter of the thesis provided answers to the research 
questions mentioned in the introduction chapter. The subquestions were 
answered first. The first subquestion was about the factors that affect the 
success of self-managed teams and the author concluded these factors to 
be empowerment, common goal, training, joint responsibility, 
interdependence, time, resources, support from the organisation and 
motivation. The second subquestion was answered by utilising Prosci’s 
ADKAR model and the five stages of the change process were described. 
The answer of the main research question was based on the answers of 
the subquestions. The answer to the main research question covered the 
development areas that Company X should take into account in the future. 
Even though there were a few areas that would require improvement, all in 
all, the self-managed team studied in the thesis was considered to be 
successful and the change process fluent.  
The validity and reliability of the thesis were also discussed in the final 
chapter as well as the suggestions for further research. The author 
considered the research valid and reliable. Also, the author believed that 
the topic of the research has a lot of potential for further research.  
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APPENDICES 
APPENDIX 1. Cover Letter 
Hi! 
I study International Business at Lahti University of Applied Sciences and 
I’m writing my thesis on self-managed teams and how to create self-
managed teams into an already existing organisation. The following link 
takes you to an online survey and it takes approximately 10 minutes to fill 
out the questionnaire. Answers will be handled confidentially.  
https://www.webropolsurveys.com/S/204BAB7EC884E230.par 
Thank you to all the respondents! 
Kind regards 
Johanna Juuti 
 
 
 
 
 
 
 
 
 
 
 
 
 
APPENDIX 2. Questionnaire 
 
 
 
 
 
 
APPENDIX 3. Interview 
What comes to your mind when talking about self-managed teams in the 
organisation you work for? 
What kind of positive aspects have resulted from the self-managed team in 
the organisation? 
What kind of negative sides have resulted from the self-managed team? 
In your opinion, do you think that the members of the self-managed team 
have received enough training and frequently enough in terms of their new 
work? Can you explain this further? 
In your opinion, do you think that the members of the self-managed team 
have enough authority / independence to handle work related issues? Can 
you tell me more about this? 
 
Do you think that the members of the self-managed team share equal 
responsibility of the team’s work and success? Can you describe this in 
more detail? 
 
How would you describe the information flow and communication in the 
self-managed team? 
 
How would you describe the unity of the self-managed team? 
 
Has a common goal been set for the self-managed team? 
 
Do you think that the performance/effectiveness of the self-managed team 
should be somehow improved? How would you improve the performance 
of the self-managed team? 
 
How would you describe the transition/change from the traditional 
hierarchical form of the team into the self-managed team? 
 
 
How would you assess the implementation of the transition/change? What 
would you do differently if a similar change were to be ahead in the 
organisation? 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
APPENDIX 4. Survey Answers: Question 2 
TABLE 2. Answers to Question 2 in the Questionnaire 
Answers 
The team spirit is really good in our team. We take responsibility together 
as a team. Everybody’s strengths are utilised for example the ones that 
are good at writing do tasks that are fit for them and the ones that are 
talented at selling focus on making profit. 
The team’s spirit is a lot better. We work together towards a common goal. 
We have the freedom to try new things and try to break the old patterns in 
work.  
The team's functionality forms over a certain period of time. The beginning 
can be rocky before the functions, roles and the way of working become 
clearer. 
The self-managed team becomes more united, and responsibility can be 
shared according to the strengths of different people.  
Communication and responsiveness are much faster when there are no 
"middlemen" filtering information. As a result, communication with 
stakeholders is much quicker and more efficient, which means that we can 
solve problems faster. 
The positive side is that everybody takes more responsibility. The negative 
side is that it is easy to postpone and forget unpleasant work tasks.  
 
 
-You can affect decisions more for example who does what 
-The team pressure makes you want to make good results more when 
compared to a supervisor’s pressure 
-Both good and bad feedback towards the team is directed to all the 
members of the team and a team manager is not the one who gets all the 
credit if the team succeeds 
Taking greater responsibility of my own work suits me 
There are absolutely only positive sides for example the team’s effort and 
commitment to get good results. 
It is easy to make decisions together. The goals are clearer and the team 
can react more quickly. 
It has been nice to be part of the self-managed team.  
 
 
 
 
 
 
 
 
 
 
 
 
 
APPENDIX 5. Survey Answers: Question 3 
TABLE 3. Answers to Question 3 in the Questionnaire 
Answers 
It went pretty well.  
It should be done gradually. Everybody is not able to jump to a new work 
right away.  
In the beginning, we had responsibilities and the members of the team 
were uncertain about what we should do the next day, which was not 
good. As the process has progressed these things have disappeared but I 
think that the organisation should provide clear guidelines to such 
situations.  
The organisation should be able to make quicker changes when needed. 
Also, the organisation should be able to the change contractual 
agreements between the employees and the organisation when needed. 
There should be a comprehensive orientation programme or training for at 
least a few days on the new roles and responsibilities of the self-managed 
team and its members.  
There should be clear instructions on what are the tasks of the self-
managed team in the future.  
The whole team should be arranged an information session on things that 
they should know and handle in the self-managed team so that all the 
tasks will be handled even though the team’s coordinators were on a 
holiday. 
I would not improve the change process. Everything went very well.  
I would develop a some sort of ”information package” that the team would 
go through together so that everyone had basic knowledge on the new 
 
 
work and the administrative duties. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
APPENDIX 6. Survey Answers: Question 4 
TABLE 4. Answers to Question 4 in the Questionnaire 
Answers 
Own calendar that could be used to track flexitime.  
By doing critical self-examining and observing problems so that decisions 
and ways of operation could be changed. 
Self-managed teams are based on effectiveness, freedom and on certain 
creativity. The team should be empowered and not to try changing the 
team’s decision back to the old model. It is also good to point out that the 
team still receives a lot of HR related tasks and it is difficult to make the 
members of the team responsible for these tasks. This is why the team 
should have an HR Supervisor. 
There should be good measuring tools that could be used to track the 
goals and the progress in real time. 
We just need to learn to spar with each other since there is no longer a 
supervisor to ask why the team is doing well or badly. We have spar 
partners with whom we should spar with but we have not done that much. 
We really should share responsibility on this and be responsible ourselves.   
We should be able to decide whether and when to call outbound calls or 
take inbound calls  
The team should be able to decide whether to take inbound calls or call 
outbound calls. 
The team should take more initiative. 
 
 
 
 
APPENDIX 7. Survey Answers: Question 5 
TABLE 5. Answers to Question 5 in the Questionnaire 
Answers 
I have been really happy with the self-managed team. 
Self-management is part of the future. The organisation should utilise and 
improve its already existing functions and multiply them in the organisation.  
In order for the organisation to build self-managed teams it has to be sure 
that the employees chosen for the team are motivated and want more 
responsibility. Not everyone wants more responsibility if they are happy 
doing their job without additional tasks. In a self-managed team individuals 
are required to have self-knowledge and the ability to adapt to changes 
more effectively when compared to an average team.   
Self-managed teams are great.  
 
 
